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With the economy fast growth, the third-party logistics companies, especially 
express companies, face more and more fierce competition in our country. Thus, it is 
very difficult to achieve excellent competitiveness by reducing cost and price, how to 
improve service quality in order to satisfy customers effectively has become the most 
important question for The Third-Party logistics companies, including the ZT Express. 
An reliable and effective service quality’s evaluation system would be useful for The 
Third-Party logistics companies to identify problems and improve service quality. 
This thesis tries to build an evaluation system of express service quality, which 
combined with the situations of the ZT Express, and applies it for service quality 
improvement. This thesis is arranged as follows. 
Chapter one: introduction. This chapter briefly introduces research background, 
research meaning, research contents and methodology. 
Chapter two: literature review. First , this chapter briefly introduces the concept 
of the third-party logistics and service quality.  Second, this chapter also reviews on 
researches refer to evaluation system of the third-party logistics companies’ service 
quality. 
Chapter three: the building of evaluation system of express service quality. This 
chapter is divided into four parts. First, this chapter briefly introduces the ZT Express 
and its service quality evaluation system, then points its drawbacks which lead to 
defective quality management and improvements. On the basis of above analysis, the 
evaluating principles are proposed secondly. Third, under the guidelines of these 
principles, this thesis brings forward an evaluation system from the angels of 
functional service quality, after-service quality and customers’ satisfaction, the Delphi 
technique, AHP technique are adopted. This thesis also proposes weight coefficient of 
indexes by Delphi technique. 
Chapter four: the application of new evaluation system and improvement of 
quality management. This thesis applies the new evaluation system in the ZT Express, 
and the result points out that: the quality of service staff, value-added service, 













this chapter proves some suggestions to improve service quality.  
Chapter five: conclusion and future research. This chapter summarizes the 
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2004 年商务部的调查显示，第三方物流总额已经超过 600 亿。其中，快递服务
(Courier Service or Express Service)以其迅速、准确、周到、优质、高效和极具
个性化的快递服务赢得越来越多的客户，并影响着第三方物流的发展趋势。据统

















                                                        



































理量：铁路 3.84 亿件 1061.15 万吨收入 57.13 亿元；公路 406 万件 11.09 万吨收入
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经过十多年的迅速发展，第三方物流这一术语于 20 世纪 90 年代中期传入我
国。在我国 2001 年公布的《物流术语》标准中，将第三方物流定义为：供方和
需方以外的物流企业提供物流服务的业务模式。①第三方物流定义中“三方”之间











                                                        
①中华人民共和国国家标准物流术语 [EB/OL].  中国物流网，2007. 
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